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This is London Midland 


Since 2007, London Midland has been providing train services to and from London in the south, 
to Birmingham in the Midlands and Liverpool in the north-west. Over 64 million passenger 
journeys a year are made using on the network and London Midland manages 148 stations 
and operates over 1,300 services a day. Our aim is to provide quality journeys for everyone. 

London Midland is owned by Govia,the partnership between the Go-Ahead Group and Keolis. 
This year Go-Ahead received the FairTax Mark for responsible tax practice. 

Govia is a joint venture between the Go-Ahead Group (65%) and Keolis (35%), two substantial 
and successful transport companies in their own right. Govia has extensive experience running 
complex and challenging rail operations, managing significant change programmes, and it has 
introduced more new train fleets in the UK than any other operator. 

Govia currently runs four major rail franchises: GTR, Southern, Southeastern and 
London Midland. Govia is the UK’s busiest rail operator, currently providing c.35% of all 
passenger journeys. 

London Midland has won a range of awards, including Best Local Transport Integration, four 
Rail Business Awards for marketing, public relations and customer information, five Golden 
Spanner Awards for Engineering, three lOIC awards for internal communication and three 
Rail staff Awards for Outstanding Customer Service, Lifesaving and Charity Work. 

In 2013 London Midland was awarded the Investors in People (liP) Silver Award and has 
also been awarded the 5 Star award by the European Foundation for Quality Management 
(EFQM) in 2012. 


Where we operate 










• Biggest overhaul of the timetable since 
franchise began creating more journeys 
& capacity 

• Opened £20 million flagship station 
at Northampton 

• CO 2 per passenger journey down 
6% year on year 

• Site energy use static despite growth 

• Our class 321, 172 & 350 trains are 
amongst the most reliable trains in 
the country 

• Improving train service performance 
to levels not seen for two years 
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139,000 

extra seats to the network each week 

50 % 

improvement in autumn reliability 

98 % 

of waste recycled 


For more information 
visit our website: 



www.londonmidland.com 











Managing Director's message 



Welcome to our annual 
sustainability report. At London 
Midland we believe sustainability 
is all about becoming more and 
more a part of the communities 
that we serve. 




As one of the UK’s leading train 
operators, we are the stewards 
of key community assets. We 
believe it is our responsibility 
to provide our passengers with 
quality journeys. 



This means more than just getting passengers from 
A to B in the most efficient way possible. It is about 
how we maintain our trains too. We want our trains 
to the highest standard of reliability and availability 
possible.This doesn’t just make good business sense; 
it also means we are using these resources in the most 
eff cient and sustainable way possible. 

Our Class 321, 172 & 350 trains are amongst the most 
reliable trains in the country. It is no accident therefore 
that this year our fleet maintenance team has won the 
prestigious ‘Golden Spanner’ awarded for engineering 
excellence .The coveted ‘Golden Spanner’, is awarded 
for engineering excellence, where performance 
statistics of different train classes are scrutinised to 
assess their reliability ratings. 

We also believe we have to make rail travel as 
attractive as possible. We have done this in a variety 
of ways. We have secured investment in ten new 
Glass 350 trains.This has allowed us to completely 
overhaul our timetable creating new journey 
opportunities and providing 139,000 extra seats 
across our network every week 

We have also been making our stations more attractive 
and easier to use. At the start of 2015 we opened a 
new £20 million station at Northampton.Throughout 
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the year we have worked with local authority partners 
on new station projects at Coventry Arena and 
Bermuda Parl<way which will open later in 2015. And 
through the Department forTransport’s Access for All 
scheme, we have been working with Network Rail to 
improve step free access at Shirley Berkhamsted, 

Hemel Hempstead, Leighton Buzzard, Worcester Shrub 
Hill and Henley in Arden.There is also Acocks Green 
- part funded by Centro and Stratford upon Avon - 
part funded by Warwickshire County Council. 

By managing, investing in and maintaining our stations, 
trains and operations in a way that makes them 
relevant and attractive to all, we believe we are keeping 
our commitment to a sustainable railway now and in 
the future. 

I hope you enjoy reading this report and that it gives 
you a flavour of how we value our relationship with the 
communities from Liverpool to London and across 
the West Midlands to the Shropshire and 
Herefordshire borders. 

PatrickVerwer 

Managing Director 

December 2014 



Our reporting structure 

We are committed to operating our rail 
services in a safe, environmentally and socially 
responsible manner 

1. Society 

To run our companies in a safe, 
socially and environmentally 
responsible manner 

2. Customers 

To provide high quality, 
locally focused passenger 
transport services. 

3. Our people 

To be a leading employer 
in the transport sector 

4. Finance 

To run our business with strong 
financial discipline to deliver 
sustainable shareholder value. 

Visit www.go-ahead.com/sustainability 
to find out more about our approach 




www.londonmidland.com 
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Society 



Getting closer to the 
communities we serve 


From managing our impact on the environment 
to being more a part of the communities we 
serve, London Midland is very much part of the 
local landscape. 

Our 148 stations connect people with the world of 
work, family, education and leisure. 

We recognise that train services and railway stations 
are part of the fabric of local communities.They are 
seen, valued and cherished as community assets as 
much as schools, the local post office and other 
amenities.You could say that we think of London 
Midland not as one national brand but 148 
local businesses. 

We believe in involving our passengers and their 
representatives in the decisions about our services. 

We do this in a variety of ways including ensuring all 
148 of our Stakeholder groups know who their point 
of contact is for their local services.This is a 
combination of the local station management team 
and our four Heads of Route. 

We are constantly reviewing how best to keep our 
passengers informed through a variety of 
communications channels traditional and new 
including our industry leading Twitter service with 
over 80,000 followers. 

We are proud to be supporters of two very active 
Community Rail Partnerships (CRP). 

Our partners, the Abbey and MarstonVale Lines 
scooped fve prizes at this year’s Community Rail 
Partnership Awards. 

The Winner of the Best Community Art (small project) 
category was; Abbey Line CRRWatford YMCA and 
Eleanor Shipman for Watford junction Art Project A 
to B’. Working with residents of theYMCA,the project 
explored the theme of transition.This reflected the 
transitory nature of the rail line and the personal 
journeys the YMCA residents are on themselves. 


Weekly sessions included a photography walk 
documenting the architecture, history and urban fabric 
ofWatford, drawing and wordplay on the train and 
finally a collage with acetate and photographs to create 
fnal posters. 

Stephen Sleight won Best Photograph demonstrating the 
‘Essence of Community Ro//’for Tickets Please!’ a train 
full of happy school children using the train for the f rst 
time having designed and drawn their own tickets! 
Runners up prizes included Best Permanent Art Scheme 
Category: Abbey Line Community Rail Partners (CRP), 
St Peter’s School pupils and artist jane Visick took the 
accolade for creating the exciting Roman-style mosaics 
at St Albans Abbey Station. 

In the Innovation in Community Rail category. Abbey Line 
CRP and Groundwork Hertfordshire took the runners 
up place for the unique anti-vandalism initiative 
(including stainless steel artwork) at Garston Station 
waiting shelter 

Finally the in the A/lost Enhanced Station Buildings 
Category, MarstonVale CRP and Bedfordshire Rural 
Communities Council were recognised for the stunning 
restoration of the derelict station building at Ridgmont 
as a Heritage Centre, offices and tearooms. 



‘Best photograph’ category winner 
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Customers 


Improvirii 


your journey 


Our Customers have benefitted greatly this year 
from an improved timetable creating an extra 
139,000 seats per week on our servicesThis has 
been made possible by the introduction of £62 
million worth of new Class 350/3 trains. 

Since the start of the London Midland franchise in 
2007, we have invested almost £12 million in passenger 
benefits including 1,000 more car parking spaces on 
the West Coast Main Line. We have used innovative 
building techniques such as car park decks which can 
be delivered on site and assembled in a weekend to 
save time and money. 

Other customer benefits have included: 

• New customer information systems now at 
most stations 

• Station environment work 

• Automatic ticket gates and vending machines; 
accessibility improvements 

• 1,000 new & refurbished bicycle spaces 


We have also taken full advantage of the government’s 
National Station Improvements Programme (NSIP) to 
provide passenger benefits at 21 stations worth a 
further £ 14.5 million (£ 12m NSIP money plus 
£2.5m outside funding) This means that 47% of our 
passengers now pass through stations that have had 
NSIP funded improvements. 

Daily train performance will always be at the heart of 
how our customers see and judge us. We have worked 
hard to improve train performance and we are now 
seeing levels of punctuality and reliability at levels we 
have not experienced for some two years. Our focus is 
to push train performance to higher levels. In particular 
we need to work closely with our suppliers and 
infrastructure provider; Network Rail, to share 
intelligence and target known and emerging trouble 
spots. Perhaps the best example of this approach can 
be seen in how we jointly tackled the leaf fall season on 
the Cross City line this year By working closely 
together reliability improved year on year by 
almost 50%. 



350/3 Launch 


The latest National Rail Passenger Survey 
(NRPS - autumn 2014) by Passenger Focus gave 
London Midland an overall satisfaction rating of 
82%.This is above the national average score for all 
train companies. However we are certainly not 
complacent and we recognise there is much more 
to do. We welcome the NRPS as it provides us with 
valuable feedback on how we can improve. 

In the latest report our customers have told us that 
they want to see cleaner trains and better information 
- particularly at times of disruption. We are workng 
hard to improve both of these areas. We also welcome 
customer feedback on better train performance and 
improved car park provision at stations. 


www.londonmidland.com 
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Our people 


Valuing our people 


London Midland employs some 2,300 staff. Our focus 
is to ensure we have the maximum amount of people 
in roles that directly engage with our passengers. 

The vast majority of our people are employed in front 
line roles including drivers (674), conductors (517) and 
station staff (396). We also employ around 300 people 
in train maintenance and cleaning. 

Like every other business, we have to keep our 
costs under control. Facing a rising cost base and 
increasing ticket price competition made it necessary 
to restructure in 2014. A key principle was that no key 
customer facing roles - booking office, conductors, 
drivers and train dispatch staff - would be affected by 
the change programme. 

Our plans were designed to increase efficiency and 
reduce our costs while continuing to improve trains and 
station services. 

Having implemented our new structure in July 2014, 
our service has continued to improve. With train 
performance at levels not seen for some two years 
and higher customer satisfaction scores, passengers 
are beginning to see the benefits of our new ways 
of working. 
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Finance 

Hitting our targets 


Supporting the UK economy 

Public transport supports the econonny, providing 
people with a convenient way to get to workThe 
industry also directly employs 280,000 people across 
the UK. In 2013, the UK rail industry is estimated to 
have contributed up to £7.2bn. 

London Midland supports the communities it 
serves, from London to Liverpool and across the 
West Midlands, by directly employing 2,300 staff and 
through a range of local and network-wide initiatives 
This includes London Midland Giving a scheme that 
donates 50p from London Midland for every £ I raised 
by employees for charity. 

During the year; Go-Ahead made a direct contribution 
to the economy through the £ 12.4m we paid in UK 
corporation tax and the £64m we returned to the 
Government in net rail premium payments. Indirectly, 
we also support economic growth through the 
employment of 26,000 people; investing £0.9bn in staff, 
and by providing millions of people with the means to 
travel to work, shops and other key services and leisure 
activities every day. 

Fair Tax Mark 

As a socially responsible organisation, transparency and 
openness are important values to us. We are pleased 
to have been recognised as being the first in the FTSE 
350 to be awarded the FairTax MarkThe FairTax Mark 
is a label for good taxpayers and companies that are 
open about tax affairs and seek to pay the right 
amount of corporation tax at the right time and in the 
right place. A fair tax system is to the benefit of 
everyone and crucial to support a vibrant mixed 
economy. 


A sustainable option 

Go-Ahead has been commended by ethical funds on 
the corporate social responsibility information we 
publish, making it easier to our business determining if 
the Group meets the investment requirements of 
ethical funds. Recently, Kempen Gapital Management 
(KGM) Ethical Funds has commended Go-Ahead on 
the sustainability information saying there was an 
‘increased demonstration of business ethics 
performance due to introducing a corporate-wide 
code of conduct’. 



www.londonmidland.com 
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Finance 



Sustainability key data 


London Midland 

2013/2014 

2012/2013 

Society 



Reduction In carbon emissions per passenger journey (%) 

6.9 

-1.8 

Water used per passenger journey (1) 



Recycling rate (%) 

98.2 

93.4 

RIDDOR accidents per 100 employees 

0.8 

4.2 

Accidents per million miles 

29.1 

34.1 

Community spend per employee {€) 

31.74 

8.26 

Number of stakeholder events 

198 

168 

Customers 



Passenger journeys (m) 

64 

61.3 

Customer satisfaction (%) 

82 

80 

Service punctuality (minutes) 

215,543 

217,302 

Our people 



Employee engagement index (%) 

n/a 

48 

Absenteeism (%) 

4.23 

4.7 

Employee turnover (%) 

5.7 

5.35 

Diversity by gender (%) 



-Women 

17 

18 

- Men 

83 

82 

Finance 



Revenue (£m) 

376 

357 

Passenger revenue growth (%) 

4.5 

12 

For information on the full Group data, please visit our corporate website www.go-ahead.com 
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Want to find 
out more? 

You can find out nnore about London Midland by 
visiting our website www.londonmidland.com and 
more information on how London Midland manages 
sustainability can be found by visiting 

www.go-ahead.com/sustainability 


If you have any comments, views or ideas on how we 
might improve, or have any thoughts on other issues that 
we should address in this report, please write to: 

Francis Thomas, Head of Communications 

London Midland 

102 New St 

Birmingham 

B2 4JB 

Tel:OI2l 654 1278 

Email: francis.thomas@londonmidland.com 



Summary Verification Statement from Bureau Veritas UK Ltd 

For the fifth year Bureau Veritas UK Ltd has worked with the Go-Ahead 
Group pic to verify selected sustainability key performance indicator (KPI) 
data contained within the Group’s annual report. 

The information and data reviewed for this verification process relates 
to the period from 29 June 2013 to 28 June 2014. 


This report was put together by the Go-Ahead Group and designed and produced by Black Sun pic, London 








